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November 1998
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PERFORMANCE MEASUREMENT TRACKING

Pre-Ordering/Ordering

November 1998
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Average Response Tlme for OSS Pre-Order Interfaces DATAGATE
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PERFORMANCE MEASUREMENT TRACKING November 1998
Pre-Ordering/Ordering

Average Response Tim
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PERFORMANCE MEASUREMENT TRACKING November 1998
Pre-Ordering/Ordering

Average Response Time for OSS Pre-Order Interfaces - DATAGATE
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100% -3.35
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PERFORMANCE MEASUREMENT TRACKING November 1998
Pre-Ordering/Ordering

Average Response Time for OSS Pre-Order Interfaces - DATAGATE
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99% -24.86
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PERFORMANCE MEASUREMENT TRACKING November 1998
Pre-Ordering/Ordering

ey

Service Avaiiability
Standard = 80%
% < 11 sec| Zvalue

65% 211
Base < 30
7.22
18.80
14.02
8.79
15.22

Jun-98

2243
11.29
13.66
11.34

Service Appointment Scheduling
No. of Standard = 80% Std. = 90% k
Transactions { % < 2 sec.| Z.value g
] 94% | Base < 30
31 28% -7.16
119 96% -8.91
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-38.76
-12.88
-4.37
-0.59

271 -No. 2¢




PERFORMANCE MEASUREMENT TRACKING November 1998
Pre-Ordering/Ordering

0 R R R B R S S B S B S R S SR T SRS RS BLHR
T Division - Missouri :

SWBT

3,061,470
3,130,648
3,010,002
3,385,825
3,086,312 96 E —— Al CLECs
3,018,759 3

3,808,933
114,874 .74 E| 3918767
106,428 . 4,096,726

Jan-98 1
Feb-98 1

Divisi
All CLECs
Avg. Resp. §
Time (Sec.)

1,293,949
1,419,537
1,425,174
15,711 } 1,584,015
14,068 : 1,640,544

9,679 . 1,580,807
15,208 ) 1,861,996
18,095 ; 1,880,047
12,948 ) 1815214
11,016 .91 1 1,713,709
1,830,861

—&—All CLECs| E

Jan-98 +
Feb-98 +

All CLECs
Avg. Resp.

Count :
24,839 2,007,618
30,235 . 2,393,628
24,241 .95 £ 2,195,306
57,138 . q 2,399,471 E: :
56,281 .86 | 2,526,140 3 —e— Al CLECS| |
47,411 . 2,403,687 i
56,700 00k 3,084,868
58,568 X 3,118,308
53,482 29 B 3434794
] 2814798
2,825,273
2,510,945 .

All CLECs :

Avg. Resp. |

Time (Sec ) k

278,592 4 5,085,380
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128,719 .86 | 5,475,528
171,882 ] 5.954,926 g
101,009 94 [ 6,257,713 RN - Ehe —e—AIlCLECS
81,202 05 ] 6154.876 :

114,504 06 | 7315738
233,179 98 | 7.686,326
341,435 : 7,557,383
363,477 %
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PERFORMANCE MEASUREMENT TRACKING November 1998
Pre-Ordering/Ordering

EASE Average Response Tlme (Seconds)
rroveee —— -

Dmsuon Oklahoma
All CLECs g SWBT
Screen | Avg.Resp. ]  Screen :
Count Time (Sec.) & Count Time (Sec.)
11,742 1] 2476614
18,842 0.87 | 2.397,382
23,812 082 {1 2,189,342
21,708 112 ] 2227950
1373 227 ] 2,127,152
10,390 095 [i] 1.968,654
31,592 1.03 B 2533471
39,231 141 || 2.440016
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1.04
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1,027,861 130 | 4,772,089
634,235 083 [ 5217856

566,643 092 || 5.157,828 26 f 0. —&—AIICLECs
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825,246 095 | 6311219
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092 |
0.99 k
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AICLECs
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Time (Sec.) [
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1.02 | 5598705
154 |i] 5,889,286
100 [ 6,096,143
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1.24

—&—AllCLECs

S

R DO KDDL
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PERFORMANCE MEASUREMENT TRACKING November 1998
General - System Availability

0SS Interface Availability

R e S
2 3 3 3 2

Measurement £
No. 4 &

EERRER

RAF by

SRR ORE005320K

Varies by
CLEC
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100.0% ¢

99.8% -

—&— DATAGATE
—8—VERIGATE
. . —&—LEX

99.2% - N 4 —O—EDI

<L . - - ¥ - -TOOLBAR
99.0% b 4

99.6%

99.4% -
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98.6% -
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PERFORMANCE MEASUREMENT TRACKING November 1998

General - System Availability

EASE Avallabllrty By DIVISIon (CPU Platform)
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PERFORMANCE MEASUREMENT TRACKING
General - System Availability

November 1998

Missouri

Consumer EASE Avallability By Division (CPU Platform)

100.00% £}
99.99% [
100.00%
100.00%F
99.93%§: .98% F; .

100.2%

100.0% + N X
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Missouri
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100.5%
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99.0% + -3+ Houston
= = = Oklahoma
98.5% 1
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PERFORMANCE MEASUREMENT TRACKING November 1998
Pre-Ordering/Ordering

Percent an Order COnflrmatlons (FOCs) received within "x" hours - Mechanized

B T N ST O SN T
Residence and Slmple Business - LEX

All CLECs
# Received | % Received
< 24 Hours < 24 Hours

T3.7%
85.4%
56.7%
70.8%

—&—All CLECs

Residence and Slmple Business - EDI
All CLECs

# Received | % Received

< 24 Hours < 24 Hours

0.0%
465.6%
58.0%
76.6%
88.9%

100.0%
nfa
nja
nfa

—&~—All CLECs

Complex Busnness LEX
All CLECs
# Received | % Received
< 48 Hours < 48 Hours

~—&—All CLECs
Standard

Complex Business - EDI
All CLECs
#Received | % Received
< 48 Hours < 48 Hours

nfa
nfa
nfa %

na —&—All CLECs
nfa
nfa
nfa
nfa
nfa

&
loococoooo0oo0oooo
&
B
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PERFORMANCE MEASUREMENT TRACKING November 1998
Pre-Ordering/Ordering

Percent an Order COnf rmatlons (FOCs) recenved within "x" hours - Mechamzed

UNE Loop and &mtch Pons LEX
All CLECs

# Received % Received

< 24 Hours < 24 Hours

n/a
nfa
0.0%

: —&—AllCLECs
50.0% : Standard

-

EBBEYNvooo

-

All CLECs
# Received % Received
< 24 Hours < 24 Hours

n/a
n/a
nfa
nfa
nfa
nfa

—&—AlICLECs

T P T

OO0 000000 CO0

0
0
0
0
0
[¢]
0
)
0
[s]
0

All CLECs
# Received | % Received
< 24 Hours < 24 Hours

89.3%
50.0%
35.0%
0.0% —&—All CLECs
16.7%
100.0%
37.5%
61.1%
100.0%
97.1%

< 24 Hours Z-Value

20.0% Base < 30
28.6%
0.0%
nia —e—AliCLECs
nfa
na
n/a
n/a
n/a

zOOOOOOOON
2

Sep-98 ¢
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PERFORMANCE MEASUREMENT TRACKING November 1998

Pre-Ordering/Ordering !SPECIAL NOTICE: June - Aug is Manual & EASE Combined; Sep-Nov is Manual Only ]

Percent Firm Order Conflrmatlons (FOCs) recelved within "x" hours - Manual

Restdence and Slmple Busmess o

Measurement All CLECs
No. 5 . # Received % Received

< 24 Hours < 24 Hours

—&—— All CLECs

Complex Business - Negonated
All CLECs
# Received % Received
on Time on Time

—&—All CLECs

Complex Business - {1 - 200 Lines)
All CLECs

# Received % Received

< 48 Hours < 48 Hours Z-Value

—&#—All CLECs
Standard

Complex usm;;ss - {200 + Lin.es‘i -
All CLECs
# Received % Received

on Time on Time

—e— Al CLECs
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PERFORMANCE MEASUREMENT TRACKING November 1998

Pre-Ordering/Ordering ISPECIAL NOTICE: June - Aug is Manual & EASE Combined; Sep-Nov is Manual Only ]

Percent Firm Order Confirmations (FOCs) received within "x" hours - Manual
"'""'UNEL{,"(H' I P ——— "

Measurement All CLECs
N ] # Received % Received

< 24 Hours < 24 Hours

—~—&—All CLECs

All CLECs
# Received % Received
< 48 Hours < 48 Hours

—&—AIllCLECs

O OTR R DDA

RODOO00CTIR
S B Y B S A A S A S A S IS A A S A A S S BEIET

All CLECs
# Received | % Recsived g <
< 24 Hours < 24 Hours 0% 4 o= vmmvomeaeoncmmeoac e caea e ean
80%
70%

60%
—a—~—All CLECs
50% 1 Standard

All CLECs
# Received % Received
< 24 Hours < 24 Hours

—~&@——All CLECs

271 - No. &d




PERFORMANCE MEASUREMENT TRACKING November 1998
Pre-Ordering/Ordering

Average Time to Return FOC (Hours)

I RS S S R B 3B B S S K S N B S P S N

;
]

Y o o 0 b B o O o e P e Y P e ™

Resuience and s«mple Busmess LEX
All CLECs
Average Time
(Hours)

i

Resldence and s:mple Business - EDI
All CLECs
No. of Average Time
Orders {Hours)

g
%
%

Complex Business - LEX
All CLECs
No. of Average Time
Orders {Hours)

Complex Business - EDI
All CLECs
Average Time
{Hours)

OOOOOOOOOOO

Mar-98 ¢
Aug-98 @

2 M ’Tot- g:
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PERFORMANCE MEASUREMENT TRACKING
Pre-Ordering/Ordering

November 1998

Average Time To Return FOC (Hors)

A AT S SO Y S B BT
3 SR ~7“ UNE Loop and Switch Ports - LEX
Measurement All CLECs

No. of Average Time

Orders (Hours)

W!M{M{W{VMWW@WMOW

§—m

UNE Loop and Switch Ports ~ EDI
All CLECs
No. of Average Time

Qrders {Hours)

O O O O © =+ = -2 a2 a a

0
0
0
0
0
[¢]
0
0
0
0
0

All CLECs
Average Time

AT

(Hours)

——
~—&—Jan-88
—&— Feb-98
—&—Mar-98
—&—Apr-98
—— May-98
—&—Jun-98
——Jul-98
—&—Aug-98
- Sep-98
——Oct-98

gm 12 Mo. Total z_m
< \»omwomwo

Other - EDI
All CLECs

—&—Nov-98

Average Time
(Hours)

OO0 O0OO0O0ODOCOOWN

: 12 Mo 'rom:§
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PERFORMANCE MEASUREMENT TRACKING November 1998
Pre-Ordering/Ordering

Perc:

All CLECs
# Returned % Returned
Completions | in One Hour in One Hour

217 0 0.0%

546 17 3.1%

414 34 8.2%
1,207 3.6%
1,148 3.9%
1,372 68.1%
1.626
1,827
1.863
.71

—e—AIlICLECs

All CLECs
# Returned % Returned
1n One Hour in One Hour

0.0%
28.0%
55.6%
16.7%

—<&—AlICLECSs

RERIRERRRF AR

0 x : R R S R R S B R R R B S B R S R S S R L B S S eSS 5 SRR
A hanized Completions (Hours)

LEX
All CLECs
No. of Average Time
Completions in Hours

217 3.41
546 214 F
414 177
1.68
203
0.85
017 |
034
0.09

n/a

1__12Mo Toml nen] o osth

All CLECs
No. of Average Time
leti in Hours

OO0 00 +N g 8 g ©
SRR SRR RIS I TRRIKIITITTSS. S

271 - No. 7-8




PERFORMANCE MEASUREMENT TRACKING
Pre-Ordering/Ordering

November 1998

All CLECs
No. of

Rejects

156
268
406

31,20
R IS

ORLSRIRIS

[ 1207|701 ]  227%f
R . o > ... :.. RSB RREER

EDI
All CLECs
No. of
Rejects

18
85

~
-

OO0 o0oOO0O0Coo®

Mar-98 1

—&—Feb-98
—&—Mar-98
—&— Apr-98
—&—May-98
——Jun-98
—&—Jul-98

—&— Aug-98
—&—Sep-98
—&—Oct-98

——o—Nov-88

271-No. 9
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PERFORMANCE MEASUREMENT TRACKING November 1998
Pre-Ordering/Ordering

Percent Mechanized Rejects Returned within One Hour of start of EDI/LLASR Batch Process
LEX
All CLECs
# Returned | % Returned
in One Hour | in One Hour

—&—All CLECs

All CLECs
# Returned | % Returned
in One Hour | in One Hour

27.3%
2.4%
0.0%
0.0% g ——AIll CLECs

nfa 3
nfa
nfa

S S R S R SRR

OO O0CO0O 0000 O0ONW

R

[ Mean Time to Return Mechanized Rejects (Hours)

All CLECs
Mean Time

5,181

RS = 200800

1 12 Mo. Totalf

EDi
All CLECs
No. of Mean Time
Rejects To Retum

R R R A, R R R S R B S A B R B B BB

g2

OO0 00000 OO

271 - No. 10-11




PERFORMANCE MEASUREMENT TRACKING November 1998
Flow Through

All CLECs
No. Orders | No. Flow Thru Z-Value

All CLECs
No. Flow Thru Z-Value

No. Orders | No. Flow Thru 4 Z-Value

—&—All CLECs

- T
S

271 -No. 13a




PERFORMANCE MEASUREMENT TRACKING

Flow Through

Novernber 1998

O 0 a0 RO O R X IOCI00C00E00T000000000T000000002

Through Posting

R

SRR

2
o

RO ROR

All CLECs

SWBT

No. Orders

No. Flow Thru

% Flow Thru

% Flow Thru

—&—All CLECs

All CLECs

SWBT

No. Orders

No. Flow Thru

% Flow Thru

Z-Vajue

—&—All CLECs

e

No. Orders

No. Flow Thru

Z-Value

—&—All CLECs

271 - No. 13b




PERFORMANCE MEASUREMENT TRACKING November 1998

Billing Accurac

T—— e e 0
e CRIS Usage Bill Audit

: All CLECs SWBT 4 5.0%
No. of Errors Percent

4.5% :
Detected Error Rate 1 4.0% 4 %

- Measurement
No. 14

Percent Z-Value

q No. of Accts.
2 Error Rate

Audited

T
w
73
Ed

T e

RIS,

0.47%

All CLECs

~ CABS Usage Bill Audit__

SWBT

No. of Accts.
Audited

No. of Errors
Detected

Percent [
Error Rate |

Percent
Error Rate

e e

CRIS Bill Audit

O000D0O000O00Q0

0.00%
0.00%
0.00%
0.00% [

IR

0.00%
0.00%

2.5% T
20% +

e
R
R
T
S

5

g%?: R All CLECs SWET 0.40%
S 3 No. of Accts. | No. of Errors [ Percent Percent Z-Value B o acer |
3 Audited Detected Error Rate Error Rate ]

222
224
236

237

locoocoo 00000

0.00% [
0.00%
0.00% f¢
0.00% ¢
0.00%:
0.38%f:

0.00% .

3 0.30% 4
0.25% +
4 0.20% -
] 0.15% -
1 0.10% -
0.05% +

0.15F]

263 UTEE ..
23 0.00%: 0.00% 0.00K] 0.00% L6 0 60 d——becb o as
292 vooxg 0.01% 047f 282333 288 3 8
265 0.00% 0.05% 038 c s 222 EILIHEEE
232 0.00% 0.00% ooof 522283328082

1350 0 0.00%f: 3.00% 64sf 0%+ < " ——e—AlCLECs
1257 3 0.24%; 430% 707} 25% 4 S e SweT ~
1633 0 0.00% f; 1.48% 4967 . X
1526 0 0.00% f: 0.15% 150}
1867 12 0.64%}: 0.24% 316}
1695 0 0.00% 0.25% -2.05 5
1746 2 0.11%}; 0.17% 055 = 4
1625 0 0.00% [ 0.16% -161H 2323333828883 :
1310 17 1.30% 0.25% 6.68}: § S 8§ 8553 25538 3 3
1490 3 0.20% 0.32% 08 8222335248632 :
1561 7

R

—&—All CLECs

—&——All CLECs|

%3

T e o T
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PERFORMANCE MEASUREMENT TRACKING November 1998
Billing

Percent of Accurate and Compiete Formatted Mechanized Bills
T TeT— "
No. in Percent
Error Correct

~—&—All CLECs | [

O RRRRIRRARS RO

Perceﬁt of Bllllng Records Transmltted Correctly

No. of Usage
Records

1,719,732
2,074,261
3,000,086
3,172,402 ; SR %
2,850,639 . e % ; —e—All CLECS
2,080,945 R

2,009,883
1,895,573
2,338,499
2,508,767
2,627,591

oMo Tom]] . )

e TRy b

Feb-98 |

B S B aosts

All CLECs
No. of Service | No. in Correct
Orders Billed | Billing Period Complete

98,245 95,545

98,388 96,104 ‘
112,602 110,009 8% Y ——All CLECs
114,884 112,612 ]
106,294 103,007
125,040 121,836
141,057 136,572
188,312
259,552

271 - No. 15,16,17




PERFORMANCE MEASUREMENT TRACKING

November 1998

Billmg Timelmess (Mechamzed Bill)

Total
Accounts

No. Billed
Late

Percent
On-Time

114,131
77,343
124,109
98,088

50,725
30,474
41,082
44,593
31,035
650
L8942

RIS

All CLECs

Dally Usage Feed .Timeliness o

e

Total
Bills

No. Bilied
Late

Percent
On-Time

S S S S S RS S

1,719,732
2,074,261
3,000,086
3,172,402
2.850,639
2.080,944
2,003,739
1,895,576
2,335,499
2,489,716
2 527 590

63,064
75,614
130,983
84,375
69,097
86,403
123,935
89,642
133,822
68,907

96.3%
96.4%
95.6%
97.3%
97.6%
95.8%
93.8%
95.3%
94.3%
97.2%

A S

Al CLECs - CRIS (AMA/ECS) |

Total
Billing (3)

Total
Unbillable ($)

Percent
Unbillable

2,850,639

2,080,944
63,932,297
55,624,292
61,100,207
61,486,700
61,021,148
61,371,369
60,625,978
63,421,174
59 655 397

69,097
33,941
18,294
17,082
49,356
48,212
55,482
42,945

331,633

483,813

A'n CLECs - CABS

Billing ($)

Total
Unbillable ($)

Percent
Unbillable

257,779,182
256,237,401
263,046,914
266,111,392
267,968,851
292,570,512
289,155,552
275,054,078
289,680,203
263,425,350
260,152,300

38,241
8,485
24,087
12,271
8,537
24,592
44,725
40,878
145,679
25,630
27,223

271 - No. 18,19,20

—&— Al CLECs

Standard

R R S S S PSRRI

——AICLECs

Standard

Sep-98 &

—e&— Jan-98
—e—Feb-98
~—&— Mar-98
—— Apr-98
—&— May-98
——Jun-98
—e—Jul-98

—&— Aug-98
—&—Sep-98
—&—Oct-98
—&— Nov-98

s




PERFORMANCE MEASUREMENT TRACKING November 1998

General - Center Responsiveness

LSC Grade of Service

R R R R O RO RO RSO REEEREGH5RS

2

Southwestern Bell
SOC/SRC

90.1%
89.0%
88.9%
86.5%
91.1%
83.7%
72.8%
69.3%
72.4%
82.9%
88.1%
87 3%

R R BRI 7 o5 BRI L R e S e e

- - B LSC Average Speed of Answer o

Southwestern Bell
SOC/SRC

7.0
83
8.2
10.1
6.6
21.7
29.4
419
30.8
19.2
13.2
11 5

Percent Busy in the Lsc

—&—Dallas
~—{—— Alliance

o
*®

eSOV YIS TP TER I

T

RRRRRARRRE

—@~—Dallas
——— Alliance

Oct-98 1
Nov-98 |

0% wmmmmmmmxm 0N

4 Southwestern Bell
Alliance [ SOC/SRC

—@— Dallas
emeefll—e Alliance

SRRy

.:.-.w L T e

Rl

22

R SR R R T e T

271 - No. 21,22,23




PERFORMANCE MEASUREMENT TRACKING November 1998

General - Center Responsiveness

LOC Grade of Serwoe

Southwestemn Bell
csB

92.6%
90.2%
93.6%
90.1% 4
93.8% & I —&—CLECs
91.4% :
88.2%
87.4%
86.4%
84.8%
83.3%
83.3%

AR RIS e TR BRI

LOC Average SPeed of Answer

R BRI R R R R R R AR AR RAR R

4 Mar-98 +

R AR s

RB02000000

O

271 - No. 24,2526




PERFORMANCE MEASUREMENT TRACKING November 1998
Operator Services and Directory Assistance SWBT and CLECs Combined

Directory Assistance

- %Calls Answered in tr:lese Time Inter;ta.ls. (i}; Seconds)
% < % > % > % > % > % >
2.5 7.5 10.0 15.0 20.0 25.0

83| 178| 14| 38| 12| o3
a3| 78| 100 38| 11 03
41.6 220 14.6 6.2 26 1.2
08| 247| 172| 85| 37| 12
20| 288 193] 85| 37| 12
356 250 182] 63| 25| 11
61| 248| 166 79] 33| 14
381 | 225| 1a7{ 58 . 09
a10| 221| 156| 73 . 09 f 2 i
a2 201 127 5.1 ; . sk —e— SWBT/CLEC \
13.5 2

% < % > % > % > % > % > of Answer
2.5 7.5 10.0 15.0 20.0 25.0 (Seconds)

431 189 115 42 1.4 0.4 47
390 221 132 5.3 19 0.4 5.1
322| 277| 187 85 39 18 6.2
366| 254| 176 8.4 3.8 1.2 H 5.8
276 | 203 200 8.8 40 1.6 £ 6.5
307| 275 171 7.2 3.1 15 59
320| 266 176 8.6 40 16 6.0k
327| 232 149 5.9 25 10 E 5.4 |
3as| 230] 153 7.5 ) 11 55 |
38.4 . 13.5 55 : 1.0 5.2
7.1 . 15 F 58 |

B R AR

271 - No. 78-81 - AR




PERFORMANCE MEASUREMENT TRACKING November 1998
Operator Services and Directory Assistance SWBT and CLECs Combined

Directory Assistance

Kansas and Western Missouri Combined
% Calls Answered in these Time Intervals (in Seconds)
% < % < % > % > % > % > % >
1.5 2.5 7.5 10.0 15.0 20.0 25.0

Kansas and Westem Missouri Co!

% Calls Answered in these Time Intervals (in Seconds) Avg. Speed "53 Avg. Speed of Answer (Sec.)

% < % < % > % > % > % > %> [ of Answer
1.5 25 7.5 10.0 15.0 20.0 25.0 E] (Seconds)

—9—Dec97
——J

271 - No. 78-81 - KS




PERFORMANCE MEASUREMENT TRACKING November 1998

Operator Services and Directory Assistance

. e = Eastem Missour
{ Measurement % Calls Answered in these Time Intervals (in Seconds)
No.78-79 | %< | %> | %> | %> % >

2.5 75 10.0 15.0 20.0

SWBT and CLECs Combined

T g

Kansas and Western Missouri Coml|
% Calls Answered in these Time Intervals (in Seconds)

% < % < % > % > % > % > % >

1.5 25 7.5 10.0 15.0 20.0 25.0 (Seconds)

Avg. Speed of Answer (Sec.)

Feb-98 {

—h—East MO ——West MO/KS

Eastern Missouri B '
% Calls Answered in these Time Intervals (in Seconds)
% < % > % > % > % > % > of Answer

1.5 2.5 7.5 10.0 15.0 20.0 25.0 (Seconds)

Jan-98
Feb-98
Mar-98 §;
Apr-98
May-98
Jun-g8

S
SRREE
S

RS R PRI TR R R T B

Kansas and Western Missouri Combined

% Calls Answered in these Time intervals (in Seconds) q Avg. Speed
% < % > % > % > % > 4 of Answer

25 7.5 10.0 15.0 20.0 (Seconds)

S

Mar-98 +

e T T T T e e e e v

271 - No. 78-81 - MO




PERFORMANCE MEASUREMENT TRACKING

Operator Services and Directory Assistance

November 1998
SWBT and CLECs Combined

Directory Assistance

—_—

Calls Answered in these

RS

R R R S S AR R R AR
Time Intervals {in Seconds)

% >
10.0

% >
15.0

%>
20.0

Avg. Speed of Answer (Sec.)

e

225
223
25.6
23.9
275
22.2
246
220
225
23.5
26.0

10.6

9.2
123
13.1
125

8.0
11.0
10.6
11.8
11.8
14.4

5.1
4.2
46
6.0
56
46
48
43
59
6.1
7.6

SRR

1:1 ﬂ;ese Tim.é tr.{t;rvals (in Secondé)

RSB

% <
2.5

% >
10.0

% >
15.0

% >
20.0

% >
25.0

6.6 [
6.6 ki
73 E
6.9 [
7.4 |
6.7 £
7.0
6.6 |
70k
71 [
7.4 K

R SRS R O R R RS TSI KRS

Avg Speed [

of Answer
(Seconds)

R R R R SRR BT,

Avg. Speed of Answer (Sec.)

RRRERRERRAIRE

49.5
457

6.1
6.1
71
6.7
6.6
6.0
6.0
5.1
6.7

1.0
14
1.4
1.0
1.2
1.4
1.2
0.8
1.6

0.2
0.2
0.3
0.3
0.2
0.6
0.5
0.1
0.4

T

36
38
41 B
37 B
39
37

M.

37

35 E
38 E
45 Ei
40 E

271 - No. 78-81 - OK
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PERFORMANCE MEASUREMENT TRACKING November 1998
Operator Services and Directory Assistance SWBT and CLECs Combined

Directory Assistanoe

an

% Calls Answered |n these Trme lntervals (m Seconds) ]
% < % < % > % > % > %> % >
1.5 2.5 7.5 10.0 15.0 20.0 25.0

o
22

of Answer
{Seconds)

Avg. Speed of Answer (Sec.)

7.0

365| s01| 21.8| 160| 79| a7 19 60 4
382! s536| 190] 134 72| 31 1.1 F 5.0 1M’
341| 4s3]| 217| 159 82| 37 1.6 Ef 40 +

302 454 245 18.5 8.9 49 23 K
277 419 278 19.3 106
277 428 256 19.1 10.1
48.3 208 15.3 82
41.9 281 18.9 10.3
41.6 268 18.6 10.2
465 240 17.0 8.1
45.2 21.8 15.9 85
25 5 18.0

e R

0.0

Feb98 }

D B R D R RSB S BCORBR R A

West Texas‘

% Calls Answered in these Tme Intervals (m Seconds) Avg Speed &
% < % < % > % > % > % > % > | of Answer [
1.5 25 7.5 10.0 15.0 | 20.0 | 25.0 [ (Seconds)

451 56 9 18.2 13.4 73 43 21 i 43
438 556 229 175 10.8 6.6 4.0 § 5.2
403 524 220 15.8 9.3 49 2.3 [ 5.0
378 529 21.2 15.0 8.6 47 2.3 E 5.1
397 53 4 19.6 15.0 85 438 27 49
445] 568 19.7 14.4 8.6 59 31 E 48
335| 479 24.0 17.4 10.2 438 23 54

RS

REEE

Avg. Speed of Answer (Sec.)

56 B 17 8 12. 7 7.4 3.7 1.5 E 43 k

343| a73| 244| 186 105| 53| 28f 55 22388883833 b
33a| 4a66| 246| 176| 100| 55| 24f 55| 8 5 5553 %53 3 b
453 ss0| 1a3| o8| 52| 27| 11 as | “w =< =2 5 o O 2z

: —&—Dec97 2
49| eas| 125| 78| 43| 22] 10 33 Deco7 ;*

Southeast Texas‘

% Calls Answered in these Tme Intervals (in Seconds)
%< | %< % > % > %> | %> | %> E{ of Answer Avg. Speed of Answer (Sec.)
15 2.5 7.5 10.0 15.0 20.0 25.0 (Seconds)

316| 437] 261} 186| 102 54| 31 59 i
87| a15| 252| 181 95| 51} 23] 57 I
32| 512 214} 146| 83| 41| 19§ 49 |
361| 512| 206] 147| 69| 31| 15 47
356| 494| 246] 191 106| 5.1 0k 55
31| 472| 241| 190 ) 6.3 0 E 63 [
423| 570 155 108 : 16 6 | 39 |
320 49.2| 188 123 . 2.0 . 44
49| 557 164] 114 , 24 0k 42
36| 499| 23] 163 . 56 . 56
453] 591 144] 100 : : g 38 f :.’—_?aeg_ggg
447| 859| 203] 155 . : 1 E; 48 |

South Texas*

% Calls Answered in these Tme Interva!s (in Seconds)
% < % > % > % > % > % > of Answer
25 7.5 10.0 15.0 20.0 25.0 (Seconds)

479 21.7 15.2 7.7 X 1.6 5.0
435]| 220 154| 74 : 1.9 H 5.2
414} 231| 14| 72 : 4 5.4
434 207| 131 59 : : 49
438| 218| 154| 79 : 2f 5.3
41| 228 149| 74 . ) 54
414| 220 147| 65 ) ) 5.1
47| 247] 168| 70 : 7 5.4
430| =220| 164 85 . R 55
184 122| 63 4 . 46
233| 183 128 ) of 6.9 £
246| 181 100 . 3 [ 55 |

* These geographic designations are aligned by Operator Services operational responsibilities and do not match SWBT market areas.

271 - No. 78-79 - TX




PERFORMANCE MEASUREMENT TRACKING November 1998
Operator Services and Directory Assistance SWBT and CLECs Combined

Operator Services

% Calls Answered |n these Tlme lntervals (m Seconds)
% < % < % > % > % > % >
1.5 25 75 10.0 15.0 20.0

52.4 69.2 57 24 0.4 0.1
53.9 71.4 44 1.5 01 0.1
50.8 68.9 44 1.5 0.2 0.0
45.6 63.5 6.6 27 0.5 0.2
47.3 65.7 57 2.1 0.2 0.1
47.0 66.8 5.1 1.8 0.4 c1
44.0 648 5.3 1.9 0.2 0.0
38.1 57.4 8.2 33 0.8 0.4
60.5 6.7 25 0.5 01
61.8 6.1 22 0.3 0.1
64.0 6.0 26 0.5 01
6.4 2.2 0.2 0.0

O O R R S DO O e K OO

Operator Services

% Calls Answered in these Time Intervals (in Seconds) : Avg Speed
% < % > % > % > % > %> E§ of Answer
1.5 ; 7.5 10.0 15.0 20.0 25.0 B} (Seconds)

375 ) 7.3 26 06 0.2 01 E 29

48.2 . 7.0 24 06 0.3 0.1f 26 i
432 ) 5.3 1.4 02 0.1 0o E 26 F
36.6 . 8.6 35 1.2 08 07| 33§
8.5 36 1.2 05 . 31k
8.0 39 12 0.5 3 29 F
8.1 389 1.4 0.8 ) 33
8.4 : 1.1 03 ) 32 F
6.3 . 06 0.2 . 3.0 f
55 : 10| 05 . 30
33

89| Jun-9s |

% Calls Answered in these Time Intervals (in Seconds) :
% < % < % > % > % > % > % > b 4 Avg. Speed of Answer (Sec.)
1.5 2.5 7.5 10.0 15.0 20.0 250 i (Seconds) 5

713| 813 5.1 29 11 05 03 ki 16 ki
708 | 825 39 2.0 0.7 0.1 0.0 16 E
655 775 5.9 40 14 0.7 01 B 2.0 F
592| 728 7.3 41 1.4 05 0.2 i 23k
603 | 723 7.8 45 1.4 0.6 0.3k 23

572 706 9.0 6.2 3.4 2.1 12 | 29

599 738 6.3 4.0 1.4 0.5 0.3 E 23

522| 683 7.2 43 1.7 0.8 0.4 27k
s57.9| 734 65 44 18 1.0 0.6 | 2.4 [
596 | 727 9.0 6.6 36 22 12 29 E
672| 793 56 37 1.6 o8 0.6 | 19 B
71.3] 822 43 27 1.4 07 0.5 1.7 B

% Calls Answered in th&se Tlme Intervals (|n Seconds) 3
% < % < % > % > % > % > % >
1.5 25 7.5 10.0 15.0 20.0 25.0

Avg Speed .":
of Answer
(Seconds)

27§
26 [
32 f
29
30

486| 663 7.1 a7 1.8 0.8 0.4
457 | 646 67 3.0 07 02 0.0
31| s6.9 93 46 1.4 0.4
46| 621 8.2 44 1.9 09
435| 626 103 6.0 2.2 1.0
528 71.0 57 3.2 15 11 2.4
440 | 646 7.0 39 1.7 0.7 . 27f Y T — o
419] 618 7.2 3.4 1.0 0.4 4§ 2.9 i

24| 629 8.0 54| 25 18 2k 33 El

537 | 718 5.6 30 1.6 07 5 E 24

523| 642| 160| 133 9.9 7.4 0 g 7.1 H ~—o—Dec-97 —&—Jan-98
526 680 7.3 4.1 1.2 07 4 E 26 b —@—Feb:98 Mar-'a

e e

RSSO 0088

* These geographic designations are aligned by Operator Services operational responsibilties and do not match SWBT market areas.

271 - No. 80-81 - TX




PERFORMANCE MEASUREMENT TRACKING November 1998

SWBT and CLECs Combined
Operator Services and Directory Assistance Arkansas

Percent Calls Abandonded

RS TR TG

Assistance

o

SRS RRSRRRE SRt
e

0000000002000

~-&—Op Svc —8—Dir Asst

R B R R R R R R R R R R R R O B R B B RS B R RSB SRIB SRS

Percent Calls Deﬂected

mmmmmmmm ORI

perator
Services Assistance

RROONR0R

Percent of
Call Seconds Total

S R sy

* These geographic designations are aligned by Operator Services operational responsibilities and do not match SWBT market areas

271 - No. 82-85 - AR




PERFORMANCE MEASUREMENT TRACKING November 1998
SWBT and CLECs Combined
Operator Services and Directory Assistance Kansas/Western Missouri

7 Percent Calls Abandonded

Directory
Assistance

Assistance

SRR RSB SIRESREERR

2
§

Percent of
Call Seconds Total

13,308
11,252

8,951
10,225

* These geographic designations are aligned by Operator Services operational responsibilities and do not match SWBT market areas.

271 - No. 82-85 - KS




PERFORMANCE MEASUREMENT TRACKING November 1998
SWBT and CLECs Combined
Operator Services and Directory Assistance Eastern Missouri

Percent Calls Abandonded

rrverd ST e R R R O O SO S SR E RIS RBEERRE
Percent Calls Deflected

Directo
Assistance

Directory
Assistance

L—Q—OpSvc —E—DirAsstJ

RIS

Oa000B0000GO00aD0000000Ea000NNIS R R S R R R R R SR IR SRR
on-Call Busy Work Volumes (CCS)
TSRS R RIS T R B S SRS L SRR

:{ Measurement [: Percent of &
d  No.85 []  caliSeconds Total =

10,313
9,350
8,289
8,745

271 - No. 82-85 - MO




PERFORMANCE MEASUREMENT TRACKING November 1998
SWBT and CLECs Combined
Operator Services and Directory Assistance Oklahoma

Percent Calls Defl
T Directory
Assistance

l —e—OpSvc —&—Dir Asst |

"Non-Call Busy Wo

R

| Measurement Percent of
& No. 85 Call Seconds Total

* These geographic designations are aligned by Operator Services operational responsibilities and do not match SWBT market areas.

271 - No. 82-85 - OK




PERFORMANCE MEASUREMENT TRACKING November 1998
SWBT and CLECs Combined
Operator Services and Directory Assistance North Texas

Percent Calls Abandonded

) —e—Op Sve —B—DirAssj

‘ Percent of
Call Seconds Total

17,615
16,584
16,554
16,199

* These geographic designations are aligned by Operator Services operational responsibilities and do not match SWBT market areas.

271 -No. 82-85a- TX




PERFORMANCE MEASUREMENT TRACKING

November 1998

SWBT and CLECs Combined

Operator Services and Directory Assistance

West Texas

Percent Calls Abandonded

15,060

§ Measurement Operato! Directory ?
No. 82 Services Assistance 25 6.0%
e &
] 40% 1 :
§ 3.0% | i
2 2.0% 1
g 1.0% T
i 0.0% ——r— , —  E
- & 8 8 § |
N - > &
Aug-98 42% 1.4%} 288¢%8 |
Sep-98 3.8% 1.0% %
Oct-98 5.3% 1.0% [ —e—opswe  —&—Dirasst |
Nov-98 4.0% 1.2%}: &
Percent Calls Deflected
................. oo e
Measurement Operator Directory *"::;5; ::
Services Assistance % 0.4% )
S 0.3% 1
: ‘s.:i: 0.3% + %
: 5 02% |
: i &
: i 0.2% 1 i
: 0%y %f
i 0.1% 1
: G 0.0% +————t —————& |
;. . 8888 |
3 ST 65 2 g
Aug-98 0.0% 0.3%f 2288 &
Sep-98 0.1% 0.3% %
Oct-98 0.3% 0.2%f —e—0OpSvc  —B—Dir Asst .
Nov-88 0.0% 0.3% fi &
Average Work Time (Seconds)
Operator Directory i @
. . R
Services Assistance ] 240 %
230 ¢ ‘/\." &
G 220 1 bk
;w 210 1 5
£ iy 200 ¢ 8 g 4 -
- 190 ¢ :
180 e} st &
3 23 © ®© © @ 3
53 2 @ Q@ ¢ §
3 RS o a ¥ 32 2
Aug-98f: 225 204F: 2 & 0 2 H
Sep-98}: 232 203 % &
oct-e8f: 220 199f | ——opsvc —8—Dirasst .
Nov-98}: 223 19.9k :
................................................................................................... S R R A R R SRR AR R RRRRARRRRY SIS R
Non-Call Busy Work Volumes (CCS)
T T e PrT————— 3
No.85 [E|  Call Seconds Total 1.09% i
el 108% | :
3 2
1.07% | :
1.06% | %:
: 1.05% - 3
: 1.04% | :
1.03% ——
3888 |
2 o a g 3>
230 2

13,872

13,875

13,067 1.08%}:

R RRIEX

OSSR ROEIC RN

0000

* These geographic designations are aligned by Operator Services operational responsibilities and do not match SWBT market areas.

271 - No. 82-85b - TX




PERFORMANCE MEASUREMENT TRACKING

November 1998

SWBT and CLECs Combined

Operator Services and Directory Assistance

Southeast Texas

SRR

BRI
% Measurement £
{ No.82 [

L —e—OpSwc  —8—Dir AsstJ

cted

Assistance

{ Measurement
No. 84 %

—B—Dir Asst J

B RO RO BRI,

RESRRRI

Call Seconds

0
7
i

i

T
i

3
SR

o
7

21,084
13,582
13,334
13,538

IS P

n

20000000000
LR EED

* These geographic designations are aligned by Operator Services operational responsibilities and do not match SWBT market areas.

271 - No. 82-85¢c - TX




PERFORMANCE MEASUREMENT TRACKING

SWBT and CLECs Combined

Operator Services and Directory Assistance

November 1998

West Texas

Percent Calls Abandonded

R R R R T R R R R R S RS R e

Percent Calls Deected- -
Wmm

Directory
Assistance

Call Seconds

Percent of
Total

17,512
12,371
16,203

465

* These geographic designations are aligned by Operator Services operational responsibilities and do not match SWBT market areas.
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